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Our Changing Landscape –

Are We Ready?

New Workforce

Current 

Organizations

Current Systems
within 

our...

New Customer 

Expectations



Our Changing Workforce

(>1997)(<1946) (1946-1964) (1977-1996)(1965-1976)

Source:  Jacob Morgan, The Future of Work, 2014, John Wiley & Sons, Inc. 

Born:



Our Changing Job Security

“Today’s 

loyalties 

have shifted 

away from 

companies 

toward 

managers, 

teams, or 

projects.”

Source:  Jacob Morgan, The Future of Work, 2014, John Wiley & Sons, Inc. 



Our Changing Customers

Source: GovLoop, Sharon McCoy, The Future of Government Service: 4 Trends to Watch, Nov. 18, 2013



Are We Organized for Robots?

“..Many companies today were designed for 

robots and staffed by people.”

Jacob Morgan

Author of “The Future of Work”



Reorganizing for Speed!

 Position-focused

 Delegated authority

 Linear

 Team-focused

 Distributed authority

 Circular

Source:  Jacob Morgan, The Future of Work, 2014, John Wiley & Sons, Inc. 



Our Dual Operating System

Source:  Converge, How to Make Complex Collaborations Work, September 1, 2016

Existing Hierarchy Self-Managed Teams



Important Aspects of Leading 

Organizational Change



Our Team Development 

Approach

Phase 4 –
Spokane Region 
Project Teams

Phase 3 –
Strategic County 
Project Teams

Phase 2 –
Department Lean 

Project Teams

Phase 1 –
County Strategic 
Planning Team Commissioner

Al French

District 3

Commissioner

Shelly O’Quinn

District 2

Commissioner

Nancy McLaughlin

District 1



Phase 1 – County Strategic 

Planning Team (2013-16)

Phase 4 –
Spokane Region 
Project Teams

Phase 3 –
Strategic County 
Project Teams

Phase 2 –
Department Lean 

Project Teams

Phase 1 –
County Strategic 
Planning Team



Creating Our Strategic Plan

 Assembled 3 senior leadership teams

 Defined county improvement priorities

1. Employee development/succession planning

2. Public communication/education/access

3. Customer service



Our Resulting Strategic Plan



Phase 2 – Department Lean 

Project Teams (2014-16)

Phase 4 –
Spokane Region 
Project Teams

Phase 3 –
Strategic County 
Project Teams

Phase 2 –
Department Lean 

Project Teams

Phase 1 –
County Strategic 
Planning Team



Lean Leadership Course

 Initially for senior county leaders

 Session 1 – Lean Basics

 Session 2 – Process Management

 Session 3 – Visual Management/Daily Huddles

 Session 4 – Lean Leadership 

 Department ‘lean’ project run during course

Ken Miller



Problem Solving Storyboard



County Improvements Portal

512 

Projects!



Success Stories!

 Making our 

many county 

improvement 

successes 

visible

 Success-

solving vs. 

problem-

solving…

113 

Success 

Stories!



MRSC Blog – Staff Stories
(http://mrsc.org/Home.aspx)

http://mrsc.org/Home.aspx


Worker’s Compensation 

Success Story

http://www.spokesman.com/stories/2014/jul/29/bringing-injured-workers-back-for-light-duty-a/

The Subsequent Results…

92% Time 

Loss Paid 

Reduction 

from 2013-15!

http://www.spokesman.com/stories/2014/jul/29/bringing-injured-workers-back-for-light-duty-a/


Parks and Recreation Special 

Event Permit Success Story

2013 Customer Experience…

= 13.6 days …

http://www.spokesman.com/stories/2015/jan/02/spokane-county-coo-dickson-makes-gains-in/

= 0.9 days !

2014-16 Customer Experience…

94% Time 

Reduction!

http://www.spokesman.com/stories/2015/jan/02/spokane-county-coo-dickson-makes-gains-in/


Key Performance Indicator
(http://www.spokanecounty.org/3192/Key-Performance-Indicators) 

http://www.spokanecounty.org/3192/Key-Performance-Indicators


Phase 3 – Strategic  County 

Project Teams (2015-16)

Phase 4 –
Spokane Region 
Project Teams

Phase 3 –
Strategic County 
Project Teams

Phase 2 –
Department Lean 

Project Teams

Phase 1 –
County Strategic 
Planning Team



Our Team Network

Executive Team

Strategic 

Planning Team

Key Objective 

Teams

Strategic 

Project Teams 



Countywide Strategic Project 

Prioritization



Strategic Project Governance



Formal Project Charters



Strategic Project Teams

Records 

Retention 

Process

Ken Mohr (PM)

Campus 

Signage 

Improvement

Shawna Ernst (PM)



Phase 4 – Spokane Region 

Project Teams (2015-16)

Phase 4 –
Spokane Region 
Project Teams

Phase 3 –
Strategic County 
Project Teams

Phase 2 –
Department Lean 

Project Teams

Phase 1 –
County Strategic 
Planning Team



CAD/RMS Regional System 

Upgrade

CAD

Computer-

Aided 

Dispatch

RMS 

Records 

Management 

System



Team-Based Organization



Regional Criminal Justice 

Reforms



Commissioners; Mayors; 

City Councils; Police; 

Sheriff; Public Defense; 

Prosecutors; Superior, 

District and Municipal 

Courts; Citizens

Team-Based Organization



In Summary

New Workforce
within 

our...

New Customer 

Expectations

Team-Based 

Organizations

Agile Systems
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